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Thirty years 01 service has been rewarding 
"It just doesn't seem like it's been Del Detrick (Medicare Part B 
that long." Automated Claim Submissions) recalls 
Del Detrick (l-r), Edith Bowden and Ann O'Neal are celebrating three decades of seroice to 
Blue Cross and Blue Shield this year; they 're happy to have had the experience. 
Employees help hurricane victims 
The Employees' Club has organized an effort to provide necessities for 
the people in South Carolina. Home office employees can bring donations 
to a collection truck parked in lot 3 this week. 
Items needed are canned food, baby food and milk formula, water, 
clean clothing, and batteries. The Salvation Army will distribute them. 
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ADDRESS CORRECTION REQUESTED 
being the 268th employee hired by 
Blue Cross and Blue Shield of Florida 
30 years ago, and she's eager to 
continue her work. 
"As the Blues grew, I was given the 
chance to grow with it in an exciting 
and friendly atmosphere that encour­
aged the bright ideas of youth but also 
valued the opinions of experience. 
"Hopefully, I will have the 
opportunity to participate in some of 
the innovative, challenging projects 
being initiated today and in the 
future," she said. 
For Edith Bowden (HIS Field 
Services, Tallahassee), the time has 
been well spent. 
"It's just been a way of life for me. It 
was like a family when I started, and 
I've met a lot of nice people th rough 
the years," she said, remarking that she 
has maintained a lot of the friendships 
she has made during her statewide 
travels on behalf of the company. 
Ann O'Neal (Direct Markets), who 
spent most of her career with Blue 
Cross and Blue Shield of Maryland, 
also is grateful for the opportunities 
she has had with the Florida Plan. 
"All the years have been a 
challenge; it has never been boring," 
she said, adding, "I love it here; the 
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1989 United war camoaign begins 
For most people, one hour's pay will buy two or 
three fast-food meals. It's remarkable how much 
human suffering that money will cure when it's 
distributed by local United Way chapters. 
For this year's United Way campaign, Blue Cross 
and Blue Shield of Florida will try to raise $200,000 
for local human services agencies throughout 
Florida - about one hour's pay per month from 
every employee. 
Small donations like that can make all the differ-
ence in the world to someone who needs help, and 
there's plenty of need in every community. Just ask 
a couple of BCBSF employees. 
A few years ago, Tina Mitrea (Medicare Part A) 
and her family received support and guidance from 
three United Way agencies injacksonville during her 
sister's terminal illness. 
"We would not have survived without United Way," 
she said, recalling the assistance they received from 
Hospice of Northeast Florida, Family Counseling 
Services, and the Visiting Nurse Association. 
Christine Bibey (Provider Contracts) of Fort 
Lauderdale and some other employees visited Kids 
In Distress, Inc., which cares for children who have 
been abused physically and emotionally. They gave 
20 large bags of food, clothing, diapers and toys 
when they saw a need to support that agency. 
NW region employees are setting the pace 
One hour's pay per month from 
every employee will go a long 
way to help a lot of people. 
"It was truly an emotional experience that can only 
be experienced first-hand in order to fully appreciate 
how fortunate we really are," she said. 
Employees in the Northwest region have set 
outstanding performance records for their 1989 
United Way fund drive, which should spur equally 
good results throughout the corporation. 
The Pensacola, Tallahassee and Panama City 
offices raised $5,600 in pledges and cash donations 
during United Way's two-week "Pacesetter" 
campaign, which is similar to the "Frontrunner" 
program the home office supported last year. 
Their contributions exceeded their goal of $4,066 
by more than 35 percent, surpassing 1988 pledges 
($3,200) by 72 percent. With 44 of the 65 employees 
involved, they increased their participation by 91 
percent over last year, when 23 employees 
contributed. 
"We had a lot of good participation here, which 
made my job easy," campaign coordinator Steve 
Dauser said. Contributions will be returned 
proportionally to United Way chapters in donors' 
home counties, he said. 
In visits to many United Way agencies, Allan 
Graham, BCBSF's loaned executive, has seen the 
quality programs, the scope of genuine needs they 
meet, and the close scrutiny given to how funds are 
distributed. 
Employees who'd like to see how their money is 
spent should visit a United Way agency in their 
community. For a list of agencies, contact Graham. 
case Management is working wen in Pensacola 
The Florida Plan's Individual Benefits Manage­
ment program clearly has demonstrated its 
effectiveness in Pensacola, where savings from 
February through August should exceed $236,000. 
Also called Case Management, the program 
provides quality care in non-hospital settings for 
people with chronic or catastrophic health prob­
lems. Subscribers who require Case Management are 
relatively few in number, but their care requires a 
large volume of benefit dollars. 
Case Management is part of the Health Options 
benefits package; it's voluntary for BCBSF 
subscribers. In this, its third year, it has been 
decentralized into four of the five regional offices, 
with the Orlando office due to begin service soon. 
Movement to the regions has helped BCBSF and 
Health Options identify larger patient populations 
who can benefit from the program, which increases 
overall savings. Case managers, who are registered 
nurses, are known to area doctors and hospitals, and 
they're more accessible to patients and their families. 
In Pensacola, the first region decentralized for 
Case Management, it has reduced hospital days and 
medical care costs while ensuring quality care, said 
Case Manager Sherry O'Connor, RN, who has a 
master's degree in business and medical service 
experience in the U.S. Navy and U.S. Naval Reserve. 
She cites the example of a Health Options patient 
rehabilitation, and biofeedback session for stress­
related problems. 
"This individualized care has significantly 
contributed to the reduction in this patient's hospital 
admissions and lengths of stay," O'Connor said. 
Case management also has helped many people 
In seven months, 97 patients received quality care 
that should save the Florida Plan more than $236,000. 
who has end-stage, chronic obstructive pulmonary 
disease and asthma. Before Case Management 
became involved, the patient had 10 hospital 
admissions in 12 months, with an eight-day average 
stay. Since then, the patient has been hospitalized 
three times from March through September, with an 
average length of stay of 6.5 days. 
"This represents a cost savings to date of $13,755, 
said O'Connor, who worked with the primary care 
physician to get alternative care that includes at­
home nursing visits for intravenous care, evaluation 
of the patient's pulmonary status, pulmonary 
who have tested pos1t1ve for the AIDS virus, 
obtaining expensive medication through a provider 
credentialed and approved by BCBSF and Health 
Options. This has saved from $150 to $350 per 
patient per month, O'Connor said. 
Also, these patients are screened continually as 
needs for cost-effective, alternative treatment plans 
are identified, she said. 
New oavcheck deoosit svstem due soon 
For Health Options members, case managers work 
closely with Health Options utilization review coordi­
nators, who identify potential patients through their 
concurrent, inpatient hospital review process. For 
BCBSF subscribers, they obtain referrals from many 
sources that include the Florida Plan's preadmission 
certification and medical review departments, 
hospital utilization review coordinators and 
discharge planners, and physicians. 
A new service employees will love! 
Direct Deposit, the fastest, safest, most reliable way 
of depositing a paycheck into a checking or savings 
account, will be offered to BCBSF employees early in 
1990, thanks to a system being implemented by 
Human Resources and Payroll. 
Throughout Florida, employees who sign up for 
Direct Deposit will have •their paychecks deposited 
automatically into banks, savings and loan 
associations, and credit unions. 
Every payday, Direct Deposit participants will 
receive an earnings statement showing their gross 
salary, taxes, other deductions, and net pay. The 
money already will have been deposited elec­
tronically into their account, appearing as a credit on 
the account statement they receive from their 
financial institution. 
Direct Deposit participants must inform Payroll if 
they change banks or account numbers. 
More information, including Authorization 
Agreements and instructions, will be available as 
implementation begins. 
From February through August in Pensacola, 80 
Health Options patients received Case Management 
services that will produce a projected cost savings of 
$176,029; 17 Traditional and PPC cases were 
managed with a projected savings of $60,303. 
"As these and other targeted, high-cost cases 
continue to exhaust our health care dollars, the Case 
Management program can aid in cost saving 
measures which will benefit our subscribers in all 
lines of business while continuing to ensure high 
quality of care standards," O'Connor said. 
Susan Tillman (front, l-r), DonnaJohnson, Menette Durham, Cheryl Champ (back) Avis 
Chatman, Ruby &ed and Lisa Smith helped to produce seemingly magical results in 1988. 
Penny Nadeau (seated, l-r), Bobby Wilson, Betty Tomaino,jane Williams, Stacie Williams, 
(back) Pegg;y Howard and Penny Dobbs know all about good, oldjashioned hard work. 
Direct Market segment Team's hard work oavs on 
Throughout 1988, the teamwork of 
the Direct Market Segment Team 
produced results so remarkable they 
seemed magical. 
That's how it looked to Don Van Dyke 
and Paul Jennings, vice presidents of 
Direct Market Operations and Direct 
Marketing, respectively, who recently led 
a combined meeting of all 340 
employees of their divisions. 
"You're all heroes, and our hats are 
off to you, because you really did do 
magic," Van Dyke said. 
Praising their commitment and 
outstanding achievements, he noted that 
Direct Markets achieved profitability in 
1988, with $15,905,000 in gross earnings. 
"The results you achieved and the 
challenges you overcame were through 
good, old-fashioned, hard work," he 
said, emphasizing that everyone's efforts 
greatly benefited the corporation. 
Stressing service excellence with a 
"MAGIC" th me (Make 1 �reat 
!mpression on the Qustomer), the 
meeting measured progress against 1989 
goals and focused on the future of the 
Direct Market Segment Team. 
Van Dyke listed 1988 highlights, 
starting with the under-65 market, which 
recorded 29,700 new sales and ended 
the year with almost 59,000 contracts, an 
increase of 9,874 contTacts from 1987. 
The agency distribution system expan­
ded to 30 general agencies and 
more than 400 insurance professionals 
exclusively selling BCBSF products. 
The over-65 customer base grew to 
252,000 contracts despite strong com­
petition, especially in South Florida. 
Telemarketing supported both over­
and under-65 markets with more than 
38,000 sales, exceeding their goal by 
2,600 contracts. 
Membership and Billing adapted to 
the Regular Business Membership 
System and managed a large volume of 
conversions from Complementary 
Coverage to Medicare Supplement 
products. 
The Claims staff reduced inventories 
to the lowest levels ever and recorded 
their best cycle-time performance. 
Customer Service staff members 
provided exceptionally good telephone 
service, meeting all of their goals during 
the last three quarters of the year. 
Medical Underwriting underwrote 
almost 40,000 applications and signifi­
cantly improved the effectiveness of the 
underwriting process. The Critical and 
Operations Support units met all of their 
goals, and data processing staff members 
from Systems played a key role in 
meeting customer needs. 
Van Dyke andJennings thanked their 
employees for the level of commitment 
they showed. There were "no illusions" 
about the results, Van Dyke said, adding, 
"This room is full of winners." 
Database marketing will enhance efficiency 
Employees serving BCBSF's direct Market Operations. zation and persistency patterns. 
markets can look forward to two exciting Database marketing technology will Jennings also announced that BCBSF 
developments to attract and retain generate refined mailing lists of Florida will enter the 2-9 group market by the 
business, according to Paul Jennings, residents. Product information then will end of summer, which should hold great 
vice president of Direct Markets. be mailed only to people whose income, potential for new contracts. 
Da abase markeLing -- i[1--lrrCTS=�- lifestylt:aild buying-belraviurrrrake-t:hem---Having joined the corporation in 
contract acquisition costs, and selling to likely to buy BCBSF products. January, Jennings said he likes what he 
groups of 2 to 9 employees will boost This profiling technology will en- has observed. "I'm impressed by the 
revenues, Jennings recently told hance marketing efficiency and enable amount of cooperation, coordination 
employees of Direct Markets and Direct the Plan to measure policyholders' utili- and good teamwork I've seen," he said. 
Positive feelings fill Local Grouo Market ooerations 
During their first, off-site business meeting, Local Group Market 
Operations employees reviewed their progress and spoke about working 
together as an effective organization, and they left with the thought, "The 
best is yet to come." These are a few of the things they had to say afterward: 
''Its encouraging to know that management is concerned 
about the employees. It will be nice to segment the market. 
I think it will be easier to serve our customers. " 
"It was very interesting to hear about all the changes and 
the new, exciting things going or coming our way. " 
"I like the new approach BCBSF plans to take in order to 
make our company a better place to work. " 
''I was encouraged by this meeting. I can say that I have 
noticed a change in the short time I have been here; I'm 
looking forward to the future. " 
"I believe the corporation is heading in the right direction. " 
"I love the way we are moving. " 
"It was terrific to hear from the senior examiners on their 
success. Their enthusiasm is wonderful! I'm proud to be in 
Local Group. " 
Local Group Market 
Segment Team members 
enjoying a lmef respit,e 
from work include ( to,p 
left, l-r) Saraye Hender-
son, Shelly Parker, Jean 
Farah, Lennan Ashl,ey, 
Elena Martin, Viveca 
Newkirk, (lower l) 
Jennifer Dean, Myra 
Baatz, Larry Payne, 
Nona Stanl,ey, Deborah 
Brock, (top r) Joan 
Rhoden, Dot Peeples, 
Tammie Burnsed, 
(lower r) Kay Manly, 
Norma Walker, Cindy 
Phillips, John Walsh 
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For Your Benefit 
Short-Term DisabililY 
From the Employee Benefits Department 
Q: What is Short-Term Disability (STD) ? 
A: The STD policy was designed to provide employees with income protection if 
personal illness or injury prevents them from working for an extended period of time. 
Q: Wlw can recei.ve STD benefits ? 
A: All regular, full-time employees who have completed one day of active employment 
Q: l-Wten am I eligi,ble to recei.ve STD benefits ? 
A: If you are a full-time employee and have been absent due to a personal illness 
or injury requiring more than five consecutive workdays of absence. 
Q: l-Wten do my STD benefits begi,n ? 
A: On the sixth consecutive workday of your absence for a documented personal 
illness or injury. 
Q: What documentation is required ? 
A: A physician's statement describing the nature of the illness/injury, including 
reason/ diagnosis related to why you cannot work, dates of treatment, and the date 
you can be expected to return to work. The physician must sign and date it 
Q: Do we have a form for STD? Where can I get one? 
A: Yes, in Compensation and Benefits on 1 -T. It has a section for the physician's 
statement You may order a supply of Form 6523 from Materials Management 
Q: itnere do I submit the comple ted physician 's statement (STD form) ? 
A: Return it to your supervisor/manager, and send a copy to the Corporate Nurse 
in the Dispensary on 3-C. 
Q: What hafrPens if I cannot return to work on the date previously designated by my doctor? 
A: Ask your doctor to fill out another physician's statement (STD form) indicating the 
reason/ diagnosis and the new date you can be expected to return to work. 
Q: How should the time sheet be coded for an employee who goes out on STD ?  
A: Since STD does not begin until the sixth consecutive day of illness or injury, 5 clays 
of Paid Personal Leave (PPL) must precede the first clay of STD and should be coded 
"8 1" (8 hours of illness) on the time sheet. This requirement applies to both non­
exempt and exempt employees. 
Q: Can I use vacation days to fulfill the 5-day period preceding STD ? 
A: An employee is permitted to use vacation days (or Personal Floating Holiday) to 
fulfill all or part of the 5-day period ONLY when the employee's PPL has been 
exhausted - in this case, the time sheet would be coded "8 V' (8 hours of vacation) 
"o ensure that lhe employee is  paid for their absence. 
If the employee has depleted both PPL and vacation, 5 days of Unpaid Personal 
Leave will precede STD. In this situation, the time sheet is coded "8 U" (8 hours of 
Unpaid Personal Leave). 
The first day of STD is coded "8 S" on the sixth consecutive day of illness or i njury. 
Do not code the first clay of illness "8 S." 
Q: Will I be paid for holidays that occur while I am recei.ving STD benefits? 
A: You must work both the day before and the scheduled workday after a holiday 
to be eligible for holiday pay. Therefore, the entire period of absence, including the 
holiday, will be charged to the applicable absence. Holidays should be coded "8 S" 
on the time sheet for employees receiving STD benefits. 
Q: How should the employee's profile be coded for going out on STD? 
A: Management codes the profile " 1 50 - STD" using the date that coincides with the 
first clay of STD, rather than the first day of absence (as outlined above). The 
corrected profile should be sent to HRIC on l -T. 
Q: How should the employee 's profile be coded for returning to work from a STD leave ? 
A: Management codes the profile "220 - Return from Sick Leave with Pay" and uses 
the date that coincides with the first date NOT coded "8 S" on the time sheet The 
corrected profile should be sent to HRIC on 1 -T. 
Q: l-Wten does it become necessary to adjust my annual peiformance review date ? Why ? 
A: Once the changes have been corrected on your profile in HRIC, a new profile 
will be generated and forwarded to Compensation and Benefits to have the annual 
performance review date adjusted forward by the number of days you were absent, 
provided that you were gone for 30 clays or more. This time includes the 5-day period 
before STD benefits begin. This ensures that the employee has worked a full year 
before receiving an annual review. No adjustment is made to the annual review date 
for absences less than 30 days. 
When an adjustment is necessary, a memo is sent to management advising them 
when your next annual review is due. This process may be delayed if dates coded 
on the employee's profile differ from Payroll records. 
Q: Is there a check-in procedure w/u,n I return from STD leave ? 
A: Yes. You should check in through the Dispensary to ensure that you are physically 
able to return to work, and to determine what restrictions, if any, apply to your ability 
to function in your normal job duties. A release from your physician is mandatory 
and should be presented on or just before your return date. 
Q: l-Wten will my STD renew i
f 
I am out on a STD leave ? 
A: Your STD benefits will renew on your next Benefits Eligibility Date. If you are out 
on STD for five consecutive months, you may qualify for Long-Term Disability 
benefits. If it appears that the illness/injury may extend beyond five months, you or 
your supervisor should contact Mimi Gilbe1t-Quinn (ext. 6098) for more information 
about this program. 
I
f 
you have any questions, please contact Compensation and Benefits at 6408 or 6923. 
O C T O B E R 
5 Medicare presentation* - West Palm Beach Democratic Club 
10  Medicare A provider education session** - home office, Good 
Samaritan Nursing Center, 1 -4 p.m. 
1 1  EMPLOYEE APPRECIATION DAY 
Speaking engagement - Tampa, Florida Bar Health Law Continuing 
Education sessions, Harvey Pies and Craig Thomas 
1 1 -12 Medicare B provider seminar*** - Tampa, general, Holiday Inn  
Airport 
1 3  Tampa, Hospital Cost Containment Board seminar, 1 2 :30 - 3 p.m. 
19  Medicare presentation - Gainesville, University of Florida retirement 
seminar, 2 : 1 5  p.m. 
20 Medicare presentation - Lake Wales, National Association of Letter 
Carriers retirees, 1 : 30 p.m. 
21 Medicare presentation - Daytone Beach Shores, Florida Laryngec­
tomy Association semi-annual meeting 
25 Medicare B provider seminar - Orlando, surgery, Park Suite Hotel 
28 Volleyball tournament - Jacksonvil le 
Corporate Cari ng**.** - Halloween party, 2-4 p.m. 
* Medicare presentations by senior advocate, 791 -6738 
* * Medicare A provider education, 791 -83 58 
*** Medicare B provider meetings and seminars, 359-8260 
**** The Corporate Caring Program invites employees to help brighten a day for 
senior citizens at Cathedral Townhouse in Jacksonville . Call 791-8070. 
This calendar is intended to reflect upcoming activities involving 
all areas of the  corporation. Call 79 1 -8664 to report scheduled activit ies. 
The Customer Service Chain 
Who cont rols quality of service? A whole chain of people. 
You see it in a hamburger restaurant as one person takes 
your order and others cook the food and bag it. Someone else 
mops the floor. For customers to get timely and high quality 
service, everyone in the chain must do their job well .  
It 's also t rue at Blue Cross and Blue Shield of Florida. We 
all play a part. Each of us supplies a service to someone. Most 
of us help each other, and some of us take the benefits of that 
1 cooperat ion and serve our customers. 
A class of customer service trainees recently discussed the 
customer service chain and the need to remind everyone that 
we're all in the customer service business. Led by trainer Mel­
verna Rivers, th is  group includes Babette Anderson, Chuck 
Bales, Chris Jordan, Amy Jordan and Malinda Hendricks, who 
drafted a customer service pledge. 
They hope everyone will read it and suggest improvements. 
Once it's finished, they hope every present and future 
employee wil l  sign it, committing all of us to quality service. 
Please, send your ideas on the pledge to John Nunn on 1 8-T. 
And remember, we're all l inks in the customer service chain. 
Pledge to Customer Seroice 
I will provide our customers with superior services through innova­
tive thinking and efficient operations. Our success depends on how 
well I consistently serve our customers inside and outside the com­
pany. My job has an impact on the timeliness, quality, and cost­
effectiveness of what we offer. I will respect and have concern for our 
customers ' needs. Once I make a commitment to a customer, I will 
keep it. I will do my job right the first time. Customer satisfaction is 
my number one priority! 
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